IN THE CLAIMS 



1 . (Currently Amended) An apparatus comprising A m e th o d for handling an 
exception in a business to -bu s ine s s- transaction comprising : 
one or more processors; and 

a memory coupled to the processors comprising instructions executable by the 
processors, the processors operable when executing the instructions to: 

forward packetized workflow procurement process communications exchanged between 
a customer endpoint and a supplier endpoint over first and second networks, the packetized 
workflow procurement process communications representing one or more purchasing 
transactions exchanged between transactional parties; 

monitor the packetized workflow procurement process communications to determine 
whether final receipts are sent between the transactional parties to indicate consummation of the 
purchasing transactions, and when the purchasing transactions are not consummated, identify 
one or more exceptions associated with disrupting consummation of the purchasing transactions; 

generate a notification indicating a failure condition for the identified transactions when 
the identified exceptions correspond to a flagged type; 

access a database that lists both potential distributees for the generated notification 
including agents corresponding to the transactional parties and business information 
corresponding to the agents; 

generate, using the database and according to the business information, a ranked listing of 
the agents for intelligently distributing the generated notification; and 

distribute the generated notification to one or more of the agents intelligently according 
to the ranked listing to resolve the identified exceptions. 

monitoring an internet gateway through whi ch t h e b u sines s- to- business transaction p asses 
fer-e xceptions, wherein the exceptions comprise timer expiration exception s issued when -a 
sending application does not receive a confirmation within a predetermined amou nt of time-; 
transaction exceptions generated when content, format, security availability or other 
efaa mcteristics of the transaction are out of pre determined boundaries, and ne t work exceptions 
issued when a message infrastructure cannot -s upport the message transaction, wherein if an 
exception is detected: 
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using an intelligent contact manager to automatically locate an authorized representativ e 
from a hierarchical list of designated persons, wherein the author ized representative is a 
designated person who has authority to consummate the busines s-to-bus iness transaction; 

using a unified communication system to automatically notify the authorized 
representative of the exception; 

if said authorized rep re sentative fails to send a confirmation acknowledging notification 
of said exception, repeating said using an intelligent contact manager and said using a unified 
communica ti on system to locate and to notify another authorized representa ti v e that is di fferent 
from the previously located authorized representative from said hierarchical list until receipt of 
said confirmation from any notified authorized rep re sentative; and if neces s ary, au tomaticall y 

establishing a web collaboration session between representatives of the bus ines s- to business 

transaction to resolve said exceptions, 

2. (Cancelled) 

3. (Currently Amended) The apparatus of claim 1 wherein the processors are 
further operable to: 

determine whether the identified exceptions correspond to a first flagged type that occurs 
when a sending application does not receive a confirmation within a predetermined time period, 
a second flagged type that occurs when either the first or second network are unable to transfer 
one or more of the packetized workflow procurement process communications, or a third flagged 
type that occurs when the packetized workflow procurement process communications include an 
out of bounds security parameter; 

generate the notification when the identified exceptions correspond to one or more of the 
flagged types; and 

format the generated notification to indicated the determined flagged type The method of 
Claim 1, wherein the intelligen t cbi - ita ct manager comprises the functions of pre routing, po st- 
routing, customer profile, computer telephony i n t egration, enterprise wide reporting, web 
interaction, remot e- agent support, voice rec o gnition, and workfor ce management integration . 

4. (Cancelled) 
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5. (Cancelled) 

6. (Cancelled) 

7. (Currently Amended) The apparatus metho d of Claim 3 wherein the processors 
are further operable to compare the determined flag type to the business information for ranking 
the agents for intelligent distribution of the generated notification 1 , wherein the unified 
communication system comprises voice messaging, ema il mes s a ging, and fax messaging . 

8. (Currently Amended) The apparatus method of Claim 1 , wherein the processors 
are further operable to: 

receive fulfillment offers from a plurality of vendors; 

rank the suppliers according to proposed prices and delivery times included in the 
fulfillment offers to select a supplying one of the transactional parties; 

send the selected supplying one of the transactional parties a purchasing request; and 
identify the exception of the flagged type when the selected supplying one of the 
transactional parties does not respond to the purchasing request in a predetermined amount of 
time unified communication system comprises a telephone call, a sequence of contacts, an SMS 
message t o a call ed party's pager or cell phone, or incoming calls being routed through a series 



9. (Cancelled) 

10. (Currently Amended) The apparatus method of Claim 1 wherein the processors 
are further operable to: 

determine whether the identified exceptions require involvement from more than one of 
the agents; 

establish a collaboration session between the required agents independently of any 
requests from the required agents when the identified exceptions require involvement from more 
than one of the agents; and 
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send the generated notification to the required agents automatically and independently of 



any prompting from the required agents further comprising the s tep o f handling exceptions 
c orresponding to demand - planning . 



1 1 . (Currently Amended) The a pparatus metho d of Claim 1 wherein the processors 
are further operable to: 

send one or more messages to a highest ranked one of the agents included in the ranked 

list; 

observe any responses from the highest ranked agent to determine whether the highest 
ranked agent can be located; and 

send the same or other messages to a second highest ranked one of the agents included in 
the ranked list when the responses are not observed busin ess -to business (B2B) p rocessing 
utilizes the an engine to perform steps of requisitioning, purchasing, approval, ordering, 
receiving, distribution, payment, and measurement . 

12. (Currently Amended) The apparatus method of Claim 1 wherein the processors 
are further operable to: 

identify a customer segment associated with a purchasing one of the transactional parties; 

and 

rank the listing of potential distributees for the generated notification based on the 
identified customer segment further comprising the s t ep - ef - handling exceptions corresponding to 
procurement processes . 

13. (Currently Amended) The apparatus »e4hed of Claim 1 wherein the processors 
are further operable to: 

analyze the business information included in the database to identify a location for 
contacting a highest ranked one of the agents included in the ranked listing; and 

send one or more messages to the highest ranked agent, the messages addressed to the 
identified location , w f herein the business to busines s tra ns a ction is handled -t hrough e mail and 
LDAP cont ain ing XML data . 
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14. (Currently Amended) The apparatus method of Claim 1 wherein the processors 
are further operable to: 

identify a portion of the business information in the database that forecasts customer 
volume; and 

rank the listing according to the portion of the business information that forecasts 
customer volume to effectively allocate agent resources , wherein the exception is handled by 

15. (Currently Amended) A method comprising An apparatus f or handling 
exceptions in a business to business transaction, comprising : 

forwarding packetized workflow procurement process communications exchanged 
between a customer endpoint and a supplier endpoint over first and second networks, the 
packetized workflow procurement process communications representing one or more purchasing 
transactions exchanged between transactional parties; 

detecting one or more exceptions that disrupt the purchasing transactions by analyzing 
the packetized workflow procurement process communications during the forwarding of the 
packetized workflow procurement process communications; 

identifying a listing of agents associated with the transactional parties using a database, 
the database providing business information that indicates job skills respectively belonging to the 
agents and schedules for the agents; 

filtering the identified agent listing according to whether the respective job skills 
correspond to the detected exceptions; 

filtering the identified agent listing according to whether the respective schedules 
correspond to a time that the exceptions are detected; and 

establishing a session with at least one agent selected from the filtered agent listing, the 
session used for indicating the detected exception to the selected agent and resolving the 
exceptions that disrupted the purchasing transaction. 

an exception detector which monitors an interne t gateway through which the b us i ne s s to 
business transaction passes for exceptions, wherein th e ex ce ptions comprise timer expiration 
exceptions issued when a sending application does not re ceive a confirmation within -a 
predetermined amount of time, transaction exce ptio ns generated when content, format, security 
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availability or other characterist ies-ef^fee-toasaette n are out of the predetermined boundar ies^ 
and network exceptions issued when a message infrastructure cannot support the message 
transaction; 

an intelligent contact manager coupled to the e xce ption detector to automatically locat e 
an authorized representative from a h ierarchical list of designated persons, wherein the 
authorized representa ti ve is a designated person who has authority to consummate the business 
to business transaction t 

a unified communicati on syst e m coupl e d t o the intelligent contact manager which 
automatic ally notif ies the authorized representative of the e xception if said authorized 
representative fails to send a confirmation acknowledging notification of said exception, said 
i ntelligent contact manager and said unified communication system continue to locate and to 
notify another authorized representative from sai d hierarchical list until receipt of said 
confirmation from any notified authorized representative; and 

a collabora ti on system coupled to the unified communication system which automatically 
e st ablishes a web collaboration s es sion between representatives of the business to -business 
transaction, wherein -the- web collaboration session comprises at least one of page sharingl 
foll o w me, form share, text chat , applic ation demonstration, application sharin g, and white 
boarding functions, 

1 6. (Currently Amended) The method apparatus of claim 1 5 further comprising, 
before establishing the session, filtering the identified agent listing according to a customer 
segment associated with the customer endpoint , wherein the intelligent contact manager 
comprises the functions of pre rout i ng, post- routin g, customer profile, compu t er telephony 
integration, enterprise wide report i ng , web interaction, remote agent s up port, voice recognition 
integration, and -wer kforce management integ r at io n . 

17. (Cancelled) 

18. (Cancelled) 
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1 9 . (Currently Amended) The method apparatus of claim 1 5 further comprising: 
identifying an Interactive Voiced Response (IVR) system used by the agents included in 

the identified agent listing; 

observing load information that indicates both a first amount of load currently 
experienced by a first portion of the IVR system that is associated with a first subset of the 
agents and a second different amount of load currently experienced by a second portion of the 
IVR system that is associated with a second subset of the agents; and 

filtering the identified agent list according to the observed load information before 
establishing the session , wherein the -u nified communication s ystem c omprises voice messaging, 
email messaging, and fax messagin -g, 

20. (Currently Amended) The method apparatus of Claim 19, wherein one of the 
subsets of the agents is filtered from the identified agent list when a respective portion of the 
IVR system is overloaded t he uni fi ed communication system comprises a te l e phon e ca ll , a 
sequence of conta c ts, an SMS message to a called party's pager or cell phone, or incoming calls 
being routed through a series of telephone numbers based on availability and schedules . 

21. (Cancelled) 

22. (Currently Amended) The method apparatus of Claim 15 further comprising, 
before establishing the session, filtering the identified agent listing according to data that 
forecasts different contact-volume amounts for the different agents included in the identified 
agent listing such that the session is not established with one of the agents that is forecasted to be 
overloaded wherein the apparatus handles ex c eptions correspon di ng to demand planning . 

23. (Currently Amended) The method apparatus of Claim 22 further comprising 
automatically selecting between a number of different media types for establishing the session 
with the at least one agent according to a respective one of the schedules r wherein the business ■ 
to business pmourement transaction -i ncludes business to -b usiness requisitioning, p ufehasmg^ 
approval, ordering, forecasting, receivin g- , distribution, payment, and measurement . 
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24. (Currently Amended) The method apparatus of Claim 23 wherein the different 
media types include email systems, fax systems and telephone systems apparatus handles 



exceptions corresponding to procurement 



25. (Previously Presented) A computer-readable medium having stored thereon 
instructions for handling exceptions in a business-to-business transaction, comprising the steps- 
of: 

monitoring an internet gateway through which the business-to-business transaction passes 
for exceptions, wherein the exceptions comprise timer expiration exceptions issued when a 
sending application does not receive a confirmation within a predetermined amount of time, 
transaction exceptions generated when content, format, security availability or other 
characteristics of the transaction are out of pre-determined boundaries, and network exceptions 
issued when a message infrastructure cannot support the message transaction, wherein if an 
exception is detected: 

using an intelligent contact manager to automatically locate an authorized representative 
from a hierarchical list of designated persons, wherein the authorized representative is a 
designated person who has authority to consummate the business-to-business transaction; 

using a unified communication system to automatically notify the authorized 
representative of the exception; 

if said authorized representative fails to send a confirmation acknowledging notification 
of said exception, repeating said using an intelligent contact manager and said using a unified 
communication system to locate and to notify another authorized representative that is different 
from the previously located authorized representative from said hierarchical list until receipt of 
said confirmation from any notified authorized representative; and if necessary, automatically 
establishing a web collaboration session between representatives of the business-to-business 
transaction, wherein the web collaboration session comprises at least one of page sharing, 
follow-me, form share, text chat, application demonstration, application sharing, and white 
boarding functions. 

26. (Cancelled) 
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27. (Original) The computer-readable medium of Claim 25, wherein the business-to- 
business transaction is handled through e-mail and LDAP containing XML data. 

28. (Original) The computer-readable medium of Claim 25, wherein the exception is 
handled by e-mail. 

29. (Currently Amended) A system computer system for handling ex ceptions, 
wherei n the exceptions comprise timer expiration exceptions issu ed when a s ending application 
does not r eceive a confirmation within a predetermined amount of time, transaction exceptions 
generated when content, format, security availability or other characteristics of the transaction 
are out o f pre determined boundaries, and network exceptions issu ed when a message 
infrastructure cannot support the m e ss ag e tr ansa ctio n in a business to business transaction , 
comprising: 

means for monitoring packetized communications being forwarded through an internet 
gateway through to determine whether one or more business to business purchasing transactions 
are consummated, and when the purchasing transactions are not consummated according to the 
monitoring, identifying one or more exceptions associated with disruption of the purchasing 
transactions w hich the business to business transacti on p asses for the exceptions, wherein if an 
exception is detec ted ; 

means for accessing a network database storing business data responsive to identifying 
the exceptions, the business data indicating: using 

skill information for making skill-based routing decisions when selecting 
one or more appropriate persons to authorize a response to the detected exceptions 
an intelligent contact man a ger to automatically locate an authorized rep rese ntative 
from a hierarchical list of designa ted-pe r sons, wherein the authorized 
r epr e sentative is a designated person who has authority to consummate the 
business to - busines s-tem saction ; 

scheduling information for making scheduling-based routing decisions 
when selecting the appropriate persons to authorize the response to the detected 
exception; and 
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load balancing information for making Interactive Voice Response (IVR) 
infrastructure-load routing decisions when selecting the appropriate persons to 
authorize the response to the detected exceptions; 
means for selecting one or more appropriate persons to authorize the response to the 
detected exceptions according to the business data; 

means for using a unified communication system to automatically notify the appropriate 
persons authorized representative of the detected exceptions exception ; 

means for receiving a confirmation acknowledging notification of said detected 
exceptions exception, wherein said means for using an i nte lli ge nt co nt act man a ger and-saki 
means for using a unified communication system continue to locate and to no ti f y another 
authorized repres entative that is different from the previously located authorized representative 
from said hierarchical list until receipt of said confirmation from any notified authorized 
representative ; and 

means for automatically establishing establishes a web collaboration session after 
receiving the confirmation between representatives of the busine s s40"busiftes s- t r- a ns a et i o% 
wh erein the web collaboration session comprises at least one page sharing 1 follow me, form 
share, text chat, applicat i on d e m onst ration, application sharing, and white boarding functions . 

30. (Cancelled) 

3 1 . (Currently Amended) The computer system of Claim 29 wherein the network 
database and the business data are formatted according to the Lightweight Directory Access 
Protocol (LDAP) further comprising means for handling business to business transaction 
through e mail and LDAP containing XML data . 

32. (Currently Amended) The computer system of Claim 29 wherein the network 
database and the business data are formatted according to an extensible markup language 
protocol further comprising means for handling the exception of e mail . 

33. (Cancelled) 

34. (Cancelled) 
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35. (Cancelled) 



36. (New) The apparatus of claim 1 wherein the processors are further operable to: 
analyze the business information to identify respective job skills belonging to the agents 

and availability schedules for the agents; and 

generate the ranked listing of the agents according to whether the identified agent job 

skills correspond with the failure conditions and according to whether the identified availability 

schedules for the agents correspond to a current time. 
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